2003 STATEWIDE CONSUMER SURVEY
(Survey Period: April through May 2003)

Focus: Maricopa County.
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STATEWIDE RESULTS




SURVEY HIGHLIGHTS

¢ Improved consumer participation:
— In terms of response rate
¢ Adult: 78%6 compared to 19%6 in 2001
¢ Families: 79%6 compared toe 14% 1in 2001
— In terms off volume
o Adult: n=1,996 compared to n=1,356 In 2001
o Families: n=41,783 compared te =394 in 2001

s Improeved percentage of clienits respoending poesitively,
ol all'survey demains

¢ Improved percentage of clients responding poesitively:
acress alll survey. litems

s High percentage off respendenits provided wWritten
commenits (adults = 9496 Eamiilies) = 97/ %))




SURVEY METHODOLOGY

¢ Random sample of pre-selected enrolled
population receiving services at time of
survey and met the survey eligibility criteria

¢ Surveys were distributed by non-treatment
stafifi at the provider level upoen check-imn by
clienit for appoelintmeni:

¢ Respondents completed the survey prier te
thelr appeintment and used drop=laex
provided on site




OVERALL FINDINGS

Adult Consumer Survey

Percent of Respondents With Positive Response

General Service Service Participation Perception of
Satisfaction Access Quality in Tx Outcomes

Survey Domains

» Participatieon i ireatment Planmnel demainiweas part of the Service Quality
Demainicr 2001




OVERALL EINDINGS

Youth Services Survey for Families

Percent of Respondents With Positive Response

General Service  Perception  Cultural Participation Service
Satisfaction  Access of Sensitivity in Tx Quality
Qutcomes Planning

Survey Domains

s heservice Quality Deomain was collapsed miter Culittral Sensitivity Domain,
Participatieoniiniireatmenis Planmng Demaimrand the'rest of the service quality,
guestions werenncluded mthe General Satisfaction Domain for 2003.




OVERALL FINDINGS

RBHA PERFORMANCE: 2003 Adult Consumer Survey

Percent of Respondents with Positive Response

Perception
of
Outcomes

General Service Service |Participation
Satisfaction| Access Quality in Tx

O State 88 77 88 75 66
m CPSA 3 78 74 82 71 51
OCPSA 5 85 67 85 71 58
O EXCEL 91 78 88 79 70
m NARBHA 92 85 89 81 70
o PGBHA 92 89 92 79 73
mVvO 88 79 89 76 68




OVERALL FINDINGS

RBHA PERFORMANCE: 2003 Youth Services Survey for Families

Percent of Respondents with Positive Response
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MARICOPA COUNTY
Speaks out ...

Tetal # el adult respendents: 829
Respoense rate: v 7%

Total # of (YSS) family respondents: 886
RESpenSse rates 7sYo6




ADULT CONSUMER SURVEY

Profile off Respondents

¢ Gender: Male 39946

¢ Entitlement: TXIX 809%

¢ Program: Sl 17%

¢ Race: White 70°%
Asian 0.9%

9 EthRiciny: Hispanic  21:%

Female 61%

INTEXTX 20%

NSMI 84%

Alrican American 9%
Native American 4%

INGRNHISPERIC 9%




Adult Consumer Survey
Domain Scores

Percent of Respondents With Positive Response

Percent

General Access Quiality Treatment Outcome
Satisfaction Planning

Survey Domain

s Participaueniinihireatmenit Planmng demain was part eff the Service
Quality, Demain fer 2004




ADULT CONSUMER SURVEY

Five Highest Scored Iltems

| was given information about my rights.
| like the services that | receive here.

| felt comfortable asking questions about my.
treatment and medication

Stafili respected my wishes aboeut Whe Is and Whe IS
NEt te he given Infermation akeut my/ treatment

Sitafili here believe that Il can grevy, change and
rFECOVEr




ADULT CONSUMER SURVEY

Five Lowest Scored Items

My housing situation has improved.>

My symptems are not boethering me as much.>
| do better In Woerk and/oer school.=

I do better in social situations.*

Ilwas able te see a psychiatiist when Ihwanted te.

Cited N 20048 Eiverltewest: Scored  SuRvey  litems:




ADULT CONSUMER SURVEY

Other Findings: Subgroup Analysis With Largest
Difference in Percentage of Positive Response

General satisfaction:

SMI (75%%0) NSMII (90%6)
Access to Services:

TXIX (83%06) NTXIX (76%%06)
Quality and Appropriateness of Services:

XX (91.96) NIXIX (862%6)
Participation ral Freatmenit Planning:

ST (7 0%%6) NSIVIIF (77 %%6)

Viale (72%6) Eemale (78%06)
Percepition of Outcomes:

SN (61:9%) INSIVIIF(692%6)

Viglle (749%) Eemale (649%)




ADULT CONSUMER SURVEY
Other Findings: Selected State-Added Questions
Percent Agreeing to the Statement

¢ Informed Consent: If you were given medication
for emotional or behavioral problems, did you give

consent to the person prescribing the medication?
(93256)

¢ Receipt of Medical Care: In the last year, other
than goeing te a hespital emergency, reem, did yyou See
a dector ar nurse fer a physicall health check-up,

physical exam oFr Because you were physically, sick?
(220




YOUTH SERVICES SURVEY — FAMILIES
Profile of Youth Receiving Services

¢ Gender: Male 66946 Female 34%

¢ Entitlement: TXIX 85% NITXIX 159

s Age: (0-12) 68% (A3-17) 31%

¢ Race: White 67% Alrican American 149%
Native American: 2% @ther 17°%

¥ Ethnicityz Fispanic  26%  NerrHispanic 2%




YOUTH SERVICES SURVEY — FAMILIES
Domain Scores

Percent of Respondents With Positive Response
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+—
c
(b}
(&)
S
[}
o

General Service Cultural Participation Perception  Service
Satisfaction  Access Sensitivity in Tx of Quality

Planning  Outcomes

Survey Domains

s  he Service @uality Deomainwas,collapsedinterCulturaliSensiovity Domain,
Participation i ireatment Planningl Demeain and the rEest of thelservice quality.
guestions werenncluded i the Generall Satisfaction Domain for 2003.




YOUTH SERVICES SURVEY — FAMILIES
Five Highest Scored Iltems

Staff spoke with me Iin a way that I understood.
Staff treated me with respect.
| participated in my child’s treatment.

Stafifi were sensitive to my cultural/ethnic
packgreund.

Stafili respected my family’s religieus/spiritual
beliefs.




YOUTH SERVICES SURVEY — FAMILIES
Five Lowest Scored ltems

I am satisfied with our family life right now.>
My, child Is better able te cope when things go wreng.>

My, child gets alengl better with family members. >

My ehilld gets aleng better with firiends and other people.=

Viy/ child IS delng better I scheel and/Zer Work:

= Cited iR 20045 Eiver Lowest: Scored Suivey Items,




YOUTH SERVICES SURVEY — FAMILIES
Other Findings: Subgroup Analysis With Largest
Difference in Percentage of Positive Response

General Satisfaction:

TXIX (80%06) NTXIX (862%0)

Hispanic (85%06) Noen-Hispanic (79%6)
Service Access:

Hispanic (83%06) Nen-Hispanic (7 7%)
Perception of Outcomes:

Viale (61:9%6) EFemale (65%06)
Cultural Sensitiviity:

All subgreup respenses shewed clustering.
Participation i freatmenit Planaing:

All subgroup responses showed clustering.




YOUTH SERVICES SURVEY — FAMILIES
Other Findings: Selected State-Added Questions
Percent Agreeing to the Statement

My child 1s staying out of trouble with the law (88%%6)

The treatment team has helped us find people in the
community te help support cur goals (55%06)

I yoeur child was given medication for emoticnal or
behavioral problems, did you give consent to the
PErSeN prescribing yoeur childrs medication? (©92%)

I yeur chirldiwas givven medication for emeticnal or
pPehavierall preblems, did the persem prescribing the
medication Inferm you akout the medication), ..
What Side efifiects terWatchlior? (89%)




CONSUMER COMMENTS

What have been some of the most helpful things about the services you
(your child) received over the last 6 months?

¢ Themes (Adult and YSS-Families)

Suppert/outreach
Medication access™
Educationall services
Coeunseling=

Symptematic iImprovemeni

=Cited In 2004 SuUrVvey.




CONSUMER COMMENTS

What would improve the services that you (your child) received here?

¢ Themes (Adult and YSS-Families):

Appointmenit availability
Quitside referrals

Stafifi turnever=
Transpoertation

Qualrty eff care (... ‘our needs were not met or
taken serieusiy=.. )=

Location

=Crted in 2001 Survey.




STATE REPORT FEATURES

Other available data:
— By survey item

— By subgroup (gender, race, ethnicity, age
groups, SMI and Nen-SMI)

— Respondent profile

— Thematic analysis of consumer comments
by RBHA

Trtle XIX/ZXXI1 Survey Analysis
Benchmarking with Other States
Benchmarking with Past Survey: Perliermance

Lessons Learned from the TRBHA Pilot
SURvey.

Sukvey Limitations, Isstes and Preilems




NEXT STEPS

¢ Disseminate survey results to
stakeholders

¢ Use data 1n provider network

development, guality improvement
Initiativves, programy/service evaluation

¢ RBIHAs will use the results te Work
WiIth respective previder agencies in
develeping and/Zoer strengthening
PErfermance Imprevement Inrtatives




